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cally tended to 
view motiva-
tion as some-
thing that they 
cannot directly 
influence…«














































“I don’t know and I 
don’t care about 
reading Touchpoint“
“I’m reading 
Touchpoint because I 
just found it here ...“
“I’m reading 
Touchpoint because I 
have to ...“
“I’d feel guilty if I 
didn’t read this copy 
of Touchpoint ...“
“I’m reading 
Touchpoint because I 
think it’s important 
for me to do so ...“




Line of service engagement Line of conditional personal engagement Line of unconditional personal engagement
Casually observable Disengaged Engaged
behaviour
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do not always 
mesh with 
reality.« 




























































often required is 




how people will 
interact with 
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